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Money Talks at the ACT 
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On ‘Black Tuesday’ in October 1987, when the summed up in two words: technology and small. Only 10 people are employed at the 
Australian Stock Market saw the biggest crash teamwork. Centre. The quality is notable in that it is the 
in its history, our installation of SEATS (Stock The state-of-the-art systems which are such best in this country, and arguably equal to the 
Exchange Automated Trading System) at the a vital part of the Centre's operation are only best in the world. 
Australian Stock Exchange was only two days as good as the small team that designed and Dick Stenger, Enterprise Integration 
old. operate them. Services (EIS) Manager for the finance 

If ever we needed proof of the quality and In turn that team’s remarkable performance industry in Australia simply states, “Anyone 
reliability of our products and people, the — one which has attracted world-wide who knows anything about the finance 
excellent performance of SEATS on that fateful attention — can again be summed up in two industry is here in this facility.” We take a 
day was it. words: quality and quantity. closer look at the ACT on page 5. 

A year later, with confidence in our ability The quantity is remarkable in that it is so 





to continue to provide solid solutions for the 


.. finance industry, we officially opened the D “7 iT | | "4 G G 
Application Centre for Technology (ACT) in | gi & Oo es ree n 
O'Connell Street Sydney — an integrated 
ideas centre for our Sales, Sales Support, 
Marketing and technological capabilities. Wondering why the Digitalk you are now reading looks and feels different 
Success at the ACT, located in the heart of s? Divitalk printed on paper made From R09 led : 
Sydney's financial community, can be m 
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Overview: Keith Osborne 


In the past few years, SPR has been going through a process of 


more 
think there are major 


focusing our efforts, targeting areas where we 
es and where our strengths really 


fit. In this month’s ‘Overview Regional Marketing Manager Keith 
Osborne explains how we are going about this. 


Marketing is all about trying to produce very 
focused messages that are consistent. The days 
of 10,000 marketing messages are a thing of 
the past. We're trying to get them down to a 
simple set of consistent messages to address 
particular industries. We do this by identifying 
the differentiators, the things that make Digital 
different in the marketplaces that we want to 
be in. 

We spent a lot of time during the planning 
process trying to position Digital as to where 
it was in the marketplace across four 
dimensions — product, pricing, the solutions 
that we offer and price/performance. 

What we found was that Digital was trying 
to be everything to all people. It was trying to 
be a commodity supplier, a value-added 
supplier, to provide a total solution and to 
operate in segments where all the customer 
wants is to buy a box. 

We now want to focus our resources into 
complex, major opportunities where the 
strengths of our product and service offerings 
allow us to provide ‘solution guaranteed! 
levels of service. The Marketing group's role is 
to identify the strategy that we should have for 
the long term — not just looking at the 
tactical opportunities that are available but 
looking at where the economy, the industry 
and the region is going. 

So the first dimension for Marketing is to 
be able to identify the growth industries for 
the next three to five years — industries that 
will be investing in technology, that will be 
looking for solutions to their business 
problems via the application of technology. 
We can then focus Regional resources in that 


direction so that as those industries grow we 
have the resources, we have the applications, 
we have made the investment and we're in a 
position to reap the benefits. 

We have spent a considerable amount of 
time and effort to identify our strategic 
industries and they are finance, 
telecommunications, utilities, manufacturing 
and the defence part of the Federal 
Government. 

There's been a lot of discussion around 
what we call the DNA — Digital Named 
Accounts. The DNA 200 is the list of the 200 
major organisations that Digital is going to get 
the vast majority of its business from over the 
next five years. 

We can't afford to send our highly trained 
Sales representatives and Sales Support 
organisation to chase a $A200,000 piece of 
business in a non-strategic industry or 
account. We've got to focus on the major 
organisations and consider those as Digital 
Named Accounts — the accounts that we will 
address, that we will invest major resources 
into, 

We can then allow a different method of 
distributing and selling our solutions to the 
rest of the organisations out there and we will 
use a combination of our distributor 
organisations, our OEMs and all of our third 
party organisations to address the rest of that 
market. 


B® Solutions 


Once you have an industry focus then you 
start to be able to identify the solutions 





required within that industry. So the second 
dimension of Marketing is to identify the 
applications and services that are required to 
provide solutions for those targeted industries. 
Given that we identify the business issues and 
the solutions required, we then identify our 
partners in delivering that solution. 

Our Channels organisation, led by Colin 
Kidd, becomes extremely important as a 
vehicle, and as part of our marketing activities, 
we have to go out and market to those 
organisations to be part of our solutions 
portfolio. Our channels thrust is an integral 
part of our marketing strategy. 

As part of more closely targeting an 
industry it is sometimes appropriate to 
integrate Sales, Sales Support and Marketing 
activities together. For example we now have 
a new Federal Finance District. I suspect we 
will see that same evolutionary process in the 
other industries 

The Product Marketing organisation is 
absolutely critical to our ability to deliver 
solutions. First they have to develop 
horizontal platform solutions that give 
solutions across industries and organisations. 
They can then take those horizontal platforms 
and through industry specific applications tum 
them into vertical solutions specific to an 
industry. 

For example, we can take a horizontal 
electronic mail, ALL-IN-1, videotext platform 
upon which we can add our financial 
applications such as DECtrade, or our health 
packages of solutions such as HCS. 

As we move into the 1990s the service 
components of our total solutions become 
increasingly important. Customers are no 
longer buying boxes but rather business 
solutions based upon criteria such as business 
fit and long-term cost of ownership and 
support. Our Services Marketing groups are 
critical elements in developing the new 
services required for Digital to be considered 
the premier solutions supplier of the 1990s 

So there are many ways of delivering our 
solutions to the customers in a targeted 
industry. We can do it by the end-user 
Salesforce or via our distributors. We now 
have an all-channels strategy that identifies all 
of the channels and how they deliver the 
solutions across those industries. 

Marketing has to be an organisation that 
adds value. We have one set of customers — 
the Sales organisation. They own the accounts. 
We have to be perceived to be adding value to 
them. 

That value comes through from overall 
strategic directions. It comes from having the 
right solutions available, it comes about from 
industry training and knowledge that can be 
brought to bear, and it comes about from the 
industry marketeers. The Marketing 
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A Cruel Man ... But Fair! 








CC Somehow I've got to find a way to make you 

folks feel accountable for the end result as 
seen by a customer. I know you already have a 
great deal to do. I'm both sympathetic and 
empathetic — but I'm the only one. Our 
customers don’t care about you, and our 
competition would like to see you out of 
work. The jungle we live in is every bit as 
cruel as the real one. Only the fit survive long 
enough to profit and grow. 

So given that, the job I have isn’t an 
enviable one. In the end I must greet every 
one of your incremental accomplishments 
with a few brief words of praise and then a 
torrent of words to the effect that it — 
whatever it was — is now just barely adequate 
— that you must do much better next time. 

This isn't me speaking. | just carry the 
message from the market. Digital needs you to 
listen, and I hope you don’t shoot the 
messenger, 

The second thing I need to get across is the 
idea of ‘heroics’. Customers really value 
increments that are significant enough to 
change their value sets, their whole 
perspective, and their relationship with their 
supply base. The best examples of this today 
are the workstation market and the recent 
Japanese entree into the luxury car market. 
The latter is the more amazing and profitable. 








BB Some Relevant Tautologies 


In the course of our collective careers in the 
service discipline, there are a large number of 
fundamentally true statements that, 
surprisingly, are often forgotten. What I've 
attempted to do here is capture them in as 
succinct a form as possible. 

1. The best field service is g00d engineering. 
This sounds so simple and obvious that it’s 
hard to imagine why it needs stating at all. Yet 
often people don’t behave like this is the case. 
It is. The Japanese understand this better than 
anybody. The Germans seem to do a pretty 
good job, too. And this statement should be 
taken in its largest possible context. 

Obviously simple hardware failures and 
hardware and software design flaws fall into 
this category, but it should also be noted that 
issues relating to usability, manageability, 
performance, and the like can all translate into 
service demand. This is certainly an 
opportunity over any short-term period for a 
service vendor but, over the long term, the 
customer will be won by he who doesn't 
create the demand for service in the first 
place. 

2. The customers you want don't care about 
us or our products. They don't even like 
computers. They may not own your 
computers. Aside from the fact that this 
general statement is true, what is most 
important here ‘is that any vendor has a strong 
tendency to hear what they want to hear from 
their marketplace. 

If we think what we sell is good and we 
want to believe it is, then we tend to listen 
hardest to customers that we already have 
captured telling us what we want to hear. The 


» customers who have the most relevant 


information to your success in the 
marketplace may not have even heard your 
name and, almost certainly, have not bought 
your products. You ought to know why. Again, 
factors relevant to service may be first on the 
list. 

3. The performance of all broken systems is 
identical It’s zero. And their 
price/performance stinks uniformly. 
Customers have an intrinsic gut-level 
understanding of this, Some vendors do, some 
vendors don't. 

4. If you think quality is “conformance to 
specification,” you ought to be working in 
another industry like steel, wheat, or otber 
‘commodity’. The simple fact of the matter is 
that we build systems of sufficient complexity 


to preclude anything resembling complete 
specification. ew 
5. The person who said “you only know what 
you can measure” was a scientist. He never 
ran a successful business. 

6. /f you're fighting a battle over price, then 
you've already failed in the product 
dimension — unless you're a farmer and then 
you've either decided to be poor or grow an 
illegal crop. 

7. People and environments break systems. 
You can make it better or worse, but you have 
to keep this fact in mind. 

8. Most of the time when you think you've 
saved money, all you've really done is spent 
somebody else's money without their 
permission. When | was a child, this was called 
‘theft’. | don’t mean to imply by this that 
business is a true zero-sum game; it isn’t. 
Reasonable return on capital and labour is 
both an expectation of our overall economy 
and highly likely. Unfortunately, the fact that 
it’s likely on average doesn’t mean it's 
frequent overall. Real incremental gain is 
relatively rare. That's why the marketplace 
rewards it so highly. 

9. We often talk about reliability, but what's 
really important is unreliability. We don’t like 
‘un’ words, so we try to avoid them. As with og 
most euphemisms, they serve both polite ow 
company and mythology. 

10. Someone in our research establishment 
once said that “A distributed system is one 
where a system you've never heard of and are 
not using can cause you to fail” My hat's off 
to whoever said this. 

11. /f you wait until you bave enough data to 
make a really good decision, it will be too late. 
Your competition will either have ignored the 
problem entirely or will have already fixed it. 
At best, you will come in second. 

12. In almost all circumstances relating to 
service, service delivery, and quality, time is 
the most precious resource. The number one 
complaint we get from our customer base is 
that we are an unresponsive and, hence, 
unreliable company. If customers can't get 
past this perception, they are not even going 
to bother to evaluate the reliability of our 
systems, 

13. Jn a very real sense, no one in the service 
industry fixes computer systems. Any 
computer system of any substantial size and 
import is always broken. What we do is a 
continuum of work that has as its ongoing 
goal ‘fixing’ customer expectations. = 
14. Jf we did what we said we are doing or es 
were going to do, we'd be doing pretty well 

15. Every computer system bas hardware, 
software, and wetware. The wetware is almost 
always human. Given the current state of 
technology, it is the least reliable component 
of a computer system. » ) Y, 

16. Perception is all there is. & 
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A Cruel Man ... But Fair! 








Somehow I've got to find a way to make you 
folks feel accountable for the end result as 
seen by a customer. I know you already have a 
great deal to do, I'm both sympathetic and 
empathetic — but I'm the only one. Our 
customers don’t care about you, and our 
competition would like to see you out of 
work. The jungle we live in is every bit as 
cruel as the real one. Only the fit survive long 
enough to profit and grow. 

So given that, the job | have isn’t an 
enviable one. In the end I must greet every 
one of your incremental accomplishments 
with a few brief words of praise and then a 
torrent of words to the effect that it — 
whatever it was — is now just barely adequate 
— that you must do much better next time. 

This isn't me speaking, I just carry the 
message from the market. Digital needs you to 
listen, and I hope you don't shoot the 
messenger. 

The second thing I need to get across is the 
idea of ‘heroics’. Customers teally value 
increments that are significant enough to 
change their value sets, their whole 
perspective, and their relationship with their 
supply base. The best examples of this today 
are the workstation market and the recent 
Japanese entree into the luxury car market. 
The latter is the more amazing and profitable. 





Some Relevant Tautologies 


In the course of our collective careers in the 
service discipline, there are a large number of 
fundamentally true statements that, 
surprisingly, are often forgotten. What I've 
attempted to do here is capture them in as 
succinct a form as possible. 

1. The best field service is g00d engineering. 
This sounds so simple and obvious that it's 
hard to imagine why it needs stating at all. Yet 
often people don’t behave like this is the case. 
It is. The Japanese understand this better than 
anybody. The Germans seem to do a pretty 
good job, too. And this statement should be 
taken in its largest possible context. 

Obviously simple hardware failures and 
hardware and software design flaws fall into 
this category, but it should also be noted that 
issues relating to usability, manageability, 
performance, and the like can all translate into 
service demand. This is certainly an 
Opportunity over any short-term period for a 
service vendor but, over the long term, the 
customer will be won by he who doesn't 
create the demand for service in the first 
place. 

2. The customers you want don't care about 
us or our products. They don't even like 
computers. They may not own your 
computers. Aside from the fact that this 
general statement is true, what is most 
important here’is that any vendor has a strong 
tendency to hear what they want to hear from 
their marketplace. 

If we think what we sell is good and we 
want to believe it is, then we tend to listen 
hardest to customers that we already have 
captured telling us what we want to hear. The 
customers who have the most relevant 
information to your success in the 
marketplace may not have even heard your 
name and, almost certainly, have not bought 
your products, You ought to know why, Again, 
factors relevant to service may be first on the 
list. 

3. The performance of all broken systems is 
identical It’s zero. And their 
price/performance stinks uniformly. 
Customers have an intrinsic gut-level 
understanding of this. Some vendors do, some 
vendors don't. 

4. If you think quality is “conformance to 
Specification,” you ought to be working in 
another industry like steel, wheat, or other 
‘commodity’. The simple fact of the matter is 
that we build systems of sufficient complexity 


to preclude anything resembling complete 
specification. 

5. The person who said “you only know what 
you can measure” was a scientist. He never 
ran a successful business. 

6. If you're fighting a battle over price, then 
you've already failed in the product 
dimension — unless you're a farmer and then 
you've either decided to be poor or grow an 
illegal crop. 

7. People and environments break systems. 
You can make it better or worse, but you have 
to keep this fact in mind. 

8. Most of the time when you think you've 
saved money, all you've really done is spent 
somebody else's money without their 
permission. When | was a child, this was called 
‘theft’. I don’t mean to imply by this that 
business is a true zero-sum game; it isn’t 
Reasonable retum on capital and labour is 
both an expectation of our overall economy 
and highly likely. Unfortunately, the fact that 
it's likely on average doesn't mean it's 
frequent overall. Real incremental gain is 
relatively rare. That's why the marketplace 
rewards it so highly. 

9. We often talk about reliability, but what's 
really important is unreliability. We don’t like 
‘un’ words, so we try to avoid them. As with 
most euphemisms, they serve both polite 
company and mythology. 

10. Someone in our research establishment 
once said that “A distributed system is one 
where a system you've never beard of and are 
not using can cause you to fail” My hat’s off 
to whoever said this. 

11. If you wait until you have enough data to 
make a really good decision, it will be too late. 
Your competition will either have ignored the 
problem entirely or will have already fixed it. 
At best, you will come in second. 

12. In almost ail circumstances relating to 
service, service delivery, and quality, time is 
the most precious resource. The number one 
complaint we get from our customer base is 
that we are an unresponsive and, hence, 
unreliable company. If customers can’t get 
past this perception, they are not even going 
to bother to evaluate the reliability of our 
systems, 

13. In a very real sense, no one in the service 
industry fixes computer systems. Any 
computer system of any substantial size and 
import is always broken. What we do is a 
continuum of work that has as its ongoing 
goal ‘fixing’ customer expectations. 

14. /f we did what we said we are doing or 
were going to do, we'd be doing pretty well 
15. Every computer system bas hardware, 
software, and wetware. The wetware is almost 
always human. Given the current state of 
technology, it is the least reliable component 
of a computer system. » ») 

16. Perception is all there is. & 
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There is an old adage that says “half of all 
advertising dollars are wasted, though it is 
impossible to tell which half’, Even in this age 
of sophisticated market research techniques, it 
is difficult to measure the effects of expensive 
general advertising in the information 
technology industry. 

According to Regional Marketing Manager 
Keith Osborne, rather than spend money on 
getting our name known throughout SPR, 
Digital has chosen instead to ‘beam in’ on a 
particular industry that we want to be 
recognised in and work towards gaining 
visibility in that area. 

“Historically we have tended not to go out 
and mass merchandise ourselves and we 
probably didn't even merchandise ourselves 
to the narrow market, so people across the 
board, unless they worked in the University, 
engineering or scientific environment, didn’t 
know Digital,” explains Keith. 

“We operated in a market that bought from 
us, rather than us selling to them, Advertising 
was seen to be a pressure tactic for people to 
buy. That was a long time ago but a 
tremendous amount of that ideology has 
flowed through the organisation. Though 
we've moved into the commercial 
marketplace, we've probably brought those 
traditions along with us,” Keith continues. 

“Now we recognise that there is a 
requirement that goes hand in hand with 
wanting to be recognised in a certain industry. 
You need to focus on that industry and gain 
visibility in it. That doesn’t necessarily mean 
advertising in the press, While press 
advertising can be effective, better publicity 








& 
“WE ARE BECOMING more in control of our 
destiny in print.” — Patrick O'Halloran. 





Strutting Our Stuff 
— the Quest for Publicity 
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can be gained in a strategic market with such 


events as Expo ‘90, held in Melbourne last 

year for the finance market. 

“We had all the people there who matter 
— the decision-makers of that industry — 250 
of them. We showed them what we can do, 


showed them our solutions for their industry,” 


says Keith. “Though it cost us a lot of money 
to do that, it probably would have cost us 
three times as much via an advertising 
campaign and we wouldn't have 
demonstrated what we can do. All we would 
have really achieved was name visibility.” 


§) Working With the Press 


SPR also works strongly on the public 
relations side, actively seeking out 
opportunities for publicity. According to 
Corporate Communications Manager Patrick 
O'Halloran, we do this in three ways: 


|. Fitting in with press plans. We obtain 
from all the local publications their plans 
for the next twelve months in terms of 
what features and supplements they will 
be running, We then, before publication 
date, contact the publisher with the offer 
of a relevant story, for example an 
application story that features Digital. 

Currently we have a list of 1045 features 

either ready to be run or now being run in 
42 publications. 







Says Patrick, “We are obtaining a very 
high ‘hit’ rate with these stories because of 
their timeliness, their relevance and also 
because we are providing high quality 
articles.” 

He adds, “There is a cost involved of 
course. A well written article is not cheap 
to produce and it is very time-consuming 
to follow up each submitted article with 
individual editors. Yet without this follow. 
up the ‘hit’ rate almost halves.” 


providing the article. We 


are also approaching individual 


publications with proposals for us to 
research and write a series of articles on a 
specific subject, for example UNIX. 

“When this approach works, it works 
well,” says Patrick, “but again the quality of 
the articles has to be high and we have 
found that if there is not a strong news 
element on which the series is based then 
it doesn’t get run. 

“Through this method we are getting 
publicity about themes and subjects we 
want to push rather than just supplying 
information on subjects that the press want i 
to write about. 

“We've become proactive in our drive 
for publicity rather than reactively 
supplying information,” Patrick continues. 
“This allows us to have more control of 
our destiny in print.” 


3. Expanding press interest. Previously if 
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Moving Times... Moving Times... 


FRANK EARLY, WPO Branch Manager of the 
past two years, bas been appointed to the new 
position of Western Australian EIS Manager. 


TONY BROWN will now be responsible for 
establishing a Consulting and Project Services 
organisation within the NSW EIS group, 
reporting to Geof Robinson. 
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STEPHEN HAIRS bas taken on the position of 
acting EIS Manager for South Australia and 
Northern Territory, reporting to Australian EIS 
Manager Murray Ray. 





x 


MARTIN GRANT bas taken up the position of 
Queensland EIS Manager, reporting to Murray 
Ray. Martin was most recently Queensland 
Branch SWS Manager. 





it! f 


JOHN DAVIS bas joined our Channels team to 
further develop workstation business with new 
and existing CSOs. Jobn joins us from SUN 
Microsystems (UK). 
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GLENN LAWSON recently transferred from bis 
position managing CS Customer Support 
Centre to join the Channels Sales group. @ 





Career Milestones 





IN MAY 1975 Kevin Hutchison arrived from 
Bathurst looking for a contract to support 
Digital's equipment in the Western area. 
Instead he was offered a job as our first in- 
house engineer, maintaining the equipment 
we used for our own activities. 

Kevin required that bis contract gave bim 
the option of leaving Sydney after a year. 

Fifteen years later be can look back on a 
career in Digital that includes: a stint in 
Melbourne as SD Support Manager; trips 
overseas as part of bis role in developing our 
first Installation group in 1976; forming the 
first Product Support group in 1979; 
establishing the Customer Support Centre in 
1983; and, most recently, bis role as Network 
Site Service Program Manager at SNH. 
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Congratulations to the following valued Digits 
who will celebrate service anniversaries next 
month. 


Fifteen-Year Recipients 
Chris Harker, NZO Sales 

Kevin Hutchison, SNH CS 
Ten-Year Recipients 

Con Tambassis, SNL CS 

Don McFayden, ADO Sales 
Five-Year Recipients 
Brenton Gill, MEO SWS 

Bemie Kennedy, SNL SB 

John Gilmour, MEO SWS 

lan Roberts, MEO SWS vw 
Barrie Ellis, CAO Sales 

Bill Moore, SNO FA 

Anne Nesteroff, SNL Operations 
Paul Randles, CAO CS 

David Horton, BBO SWS 
Bernard Lee, SNO FA 
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Digital Dispenses a Software Cure 


On February 27, Westmead Hospital Pharmacy Department became 
the first Australian hospital to use Digital’s Health Care Information 
System in a production environment. 

The application software was developed by Health Care Systems 
(HCS) in Canada and is now marketed, implemented and supported 
by Digital in SPR. To undertake these activities, Digital established 
the Health Resource Centre (HRC) in 1989 and the unit is staffed by 
both Digital and HCS personnel. 


HCS software comprises of a complete suite of Westmead Hospital is a large teaching 
integrated health care modules covering all hospital of approximately 1000 beds. During 
hospital departments including financial, the first day of production approximately 450 
administrative and clinical areas. patients were loaded to the Pharmacy 
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THE PHARMACY IMPLEMENTATION team, from left to right, Virginia, Shawn, Christina and Vicki. 








database and over 800 drug orders were 
dispensed. A rather tired, but happy Pharmacy 
Implementation team disbanded for the day at 
8pm following a very successful ‘go live’. 

The magnitude of this success, within one 
year of the formation of our HRC, is a 
testimony to the dedication, professionalism 
and knowledge of the HRC Implementation 
team. 

A further three implementations are 
scheduled to ‘go live’ within the next two 
months at Royal Newcastle, Gosford and 
Wollongong Hospitals and the Pharmacy 
Implementation team are confident that these 
implementations will be similarly successful. 

The people who make up this successful 
team are HRC Application Specialists Vicki 
Bromley and Virginia Richardson, HCS 
Customer Support Representative Christina 
Beckett and Shawn Davies who provides the 
technical back up. 

Members of the Pharmacy Implementation 
team also deserve congratulations and thanks 
for their commitment to the implementation 
process and their ownership of all the issues 
that computerisation of a large hospital 
department entails. & 





April in Digital’s History 








1963: The world’s first minicomputer, 1974; MPS, Digital’s first 
the PDP-5 (pictured), microprocessor, is introduced. 
is announced. Digital enters Fortune’s 500 list, 
ranking 475th in sales. 

1975: Digital Network Architecture 
(DNA) is announced. Digital 
announces semiconductor 
manufacturing. 

1977: Christchurch (CCO) office moves 
into new premises at 75 
Peterborough Street. Systems 
manufacturing plant opens in 
Salem, New Hampshire. 

1980: Digital opens state-of-the-art high 
technology centre for 
manufacturing semi-conductors at 
Hudson, Massachusetts. Australian 





Car Fleet program commences, 
and first FS vans are put on 
the road. 
1982: Introduction of the VAX-11/730, 
the third member of Digital's 32- 
bit computer family. 
1983: Digital announces VAXclusters, a 
1965: Introduction of the PDP-8, the process for tying VAX processors 
world’s first mass-produced together. Digital breaks into 
minicomputer. Fortune magazine's top 100 US 
1966: SPR’s first PDP-8 is installed (at industrial companies by ranking 
Melbourne University). 95th in sales. 
1970: The PDP-11 mini-computer is 1984: 500th VAX is sold in SPR. 50th 
released. VAX is sold in New Zealand. 


25,000th VAX computer system 
shipped. Introduction of 
VAX-11/785. 

1985: Digital signs agreement with 
Elebra Computadores to open 
Brazilian market to Digital 
products. Digital's ranking in 
Fortune 500 \ist moves to 
number 65. 

1986: The company rises in rank to 
number 55 on Fortune 
magazine's listing of the leading 
100 industrial companies. 
Introduction of the midrange VAX 
8500. Stock splits two-for-one. 

1987: Digital cracks the Fortune 50 list 
by climbing to number 44. 
Business Week magazine ranks 
Digital eighth among “America’s 
Most Valuable Companies” based 
on its market value of $US21.6 
billion. The VT330 and VT340 
introduced. 

1988: Digital releases VAX 6200 series 
and VMS Version 5.0. Digital 
jumps six notches in Fortune 500 
list to number 38. 

1989; Digital jumps to number 30 on 
the Fortune 500 list. Introduction 
of MicroVAX 3800 and MicroVAX 
3900 computers, & 
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Don't isolate yourself. Surround yourself 
with things that are alive. As well as friends, 
family and co-workers, bring other living 
things into your life like a plant or a stray 
kitten. 

Re-affirm your beliefs. Use any body of 
knowledge — any religious beliefs or 
philosophical concepts — in which you have 
faith. Re-explore it. Grow from it. 

The question of suicide. You may be 
having suicidal thoughts that may not be as 
eloquent as Hamlet's “To be or not to be” but 
do arise — because they're a natural symptom 
of the pain. 

There is no need to act on them. Find a safe 
way to let the rage out: beat a pillow, cry, 
scream, stamp, yell. If you are afraid the 
suicidal impulses are getting out of hand, 
don’t delay seeking professional help. 


@ The Middle 


Do your mourning now (everything else 
can wait). An emotional wound requires the 
same priority attention as a physical wound. If 
you resist mourning, you'll be interfering with 
the body's natural stages of repair and grief 
can return months (and even years) later to 
haunt you. 

Be gentle with yourself. Above all, don't 
blame yourself for any “mistakes” — real or 
imagined — you may have made that brought 





Digital 





The BASYS system project, which was cut in 
without single hiccough and with absolutely 
minimal disruption to our users, has been a 
triumph for the project team. 

| especially want to formally thank Martin 
Howard whose skill and diplomacy as project 
manager was absolutely critical to the success 
of the project. His success in getting co- 
operation and extracting specific performance 
from the many sections of TVNZ that 
contributed to the project was an outstanding 
example of consultant project management at 
its best. 

To your good self 1 also express my 
heartfelt thanks. Throughout a very difficult 
project you have supported TVNZ in an 
exemplary manner. | am delighted to be able 
to report to my directorate that at the end of 
1989 the News Support project is exactly 
where we wanted it. 

| am also delighted that Digital is 
continuing with the system in a support role 





FOURTEEN 


you to a situation of loss. 

It's OK to feel depressed. Pretending to 
have more energy, enthusiasm or happiness 
than you actually have is counter-productive. 

It's OK to feel anger toward the person 
who left you (even if through death), the 
person who took someone/something away, 
the social conventions or customs that 
contributed to the loss, or “the fates”. 

It’s not alright to hate yourself or to act 
upon your anger in a destructive way. Your 
anger will go away as the hurt heals. 

Beware the rebound, Nature abhors a 
vacuum, and you may find yourself rushing 
prematurely into attachments in an attempt to 
fill the emptiness. If your healing hasn't been 
completed, an initial rebound is likely to be 
followed quickly by another loss, a second 
rebound, another loss...until you find your 
emotional life being lived in a ricochet pattern 
of a squash court. 

Beware of addictive activities. Under- 
indulge in anything you may be or may 
become addicted to: 

— Alcohol may numb the pain momentarily, 
but it is a depressant and the eventual 
effect will be greater depression. 

— Drugs interfere with the natural healing 
process and should be avoided. A series of 
momentary highs is a poor trade-off for a 
deepening depression. 

— Calorie junkies beware: you may tend to 





and am sure we are at the beginning of a 
happy and 
fruitful relationship. 

Noel Wilson 

Information Systems Manager 

Television New Zealand 

Addressed to NZO Sales Representative Peter 
Hargraves. Martin Howard is a contractor to 


Digital 
Ml Rave Reviews for Adam 


| am writing to advise you of the excellent 
service provided to the Department of 
Planning by your CS Engineer Adam 
McGuinness. 

Adam has been servicing VAXmate personal 
computers and Digital's printers for us for 
some time now and has always been efficient 
and courteous in his dealings with our staff 


over-eat, putting on weight and lowering 
your self-esteem even more. 

— As for cigarettes, smoking more now but 
enjoying it less? 

Don't remain distraught. Feeling 
duty-bound to suffer pain for longer than is 
necessary isn’t proof that you “really loved”. 

Forgive. Whenever you can — as soon as 
you can — forgive the other person if there is 
one. More importantly, forgive yourself. 


@ The End 


As the healing continues, you'll find your 
thinking will become sharper, your judgement 
more reliable, your concentration improved, 
your view of the world less self-preoccupied 
and your feelings more alive. 

Soon you will find a new chapter has 
begun in your life and changes will need to 
be made. It might be a good time to start 
experimenting with new life styles and new 
ways of filling your day-to-day needs. 

Whatever you do, you'll be in control, 
stronger and more independent. Make the 
most of the ability to bring order into your 
world again. You choose where, what, how, 
when and who. 

Finally, as a result of the losing comes 
surviving, healing and growing. You could just 
well be a better person for having suffered the 
loss. 


and has effected equipment repairs with a 
minimum of delay. 

Adam is a most able representative of your 
organisation and should be encouraged in his 
career. 

Sharron Kennedy 

Manager Computer Services Branch 

NSW Department of Planning 

Addressed to SNL CS Service Delivery Unit 
Manager George Healey. Adam is an SNL CS 
Engineer. 


@ Charity Begins at Home 


| would like to commend the service 
provided by your CS Engineer Daniel 
Jeyachandran. 

A recent failure of the VAX 8700 console 
would have created a major inconvenience 
due to processing commitments if it had not 
been for Daniel's persistence. 

On receipt of replacement parts it was 
discovered that a required controller board 
was not present. 

To reduce downtime waiting for a re-order, 
Daniel obtained a suitable part from his home 
computer, That's what we call Customer 
Service! 

Thank you Daniel for your assistance and 
conscientious response to our problem. 

Sue Langman 

IMS Operations 

Kellogg's Australia Pty Lid 

Addressed to SNH CS State Manager Terry 
Fraser. 
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THE MIXED-UP EM. 


YOU REALLY HAVE TO HAND IT to our 
Information Services team at SNO, and 
this was proven yet again when an 
indecipberable EM was recently received 
from Tokyo. Containing gibberish instead 
of words, it was passed onto MTO/ELF 
Manager Peter King with a request albeit 
tongue-in-cheek, for a translation, 

In no time, Peter made sense of the 
bierglypbics, prefacing bis reply with an 
“It’s easy!” 

Peter is typical of the personable crowd 
in IS: good graces excelled only by 
undoubted expertise. Thanks Pete! 


x XR 


Digitalk thanks SNL DRS Manager Brian King: 
ston for his submission of the story about Terry 
Wunsch’s award on the back page. 

As much as we would like to publicise 
information about every group every issue, we 
just don’t have the time to chase stories. You 
could help us out. 

We don’t need a 500-word article from you. 
in fact we've found that often a double-page 
spread in the magazine is not as effective asa 
simple photo and caption. 

Let's take a look at Brian’s submission. It 
gives an angle — Teny’s achievement — and 
grabs the chance to also provide some suc- 
cinct information about DECdirect, from the 
historical perspective to an overview of what 
is happening in the group now. 

If you don't think of yourself as a writer just 
give us the information in point form. We can 
wordsmith it. It won't take you long, it will 
give you the intemal publicity you want but 
think is too hard to get, and it-will make us 
happy to make you happy! 

Send your submission either by EM or via 
the mail to Stephen De Kalb or Klay Lamprell 
at SNO 10/1. Thanks! 





Sydney Social Club 
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If you're one of the more than 1000 
employees in the Sydney metropolitan area, 
chances are you've enjoyed at least one 
function that was organised by the Sydney 
Social Club. 

If not, it wasn't through lack of opportunity 
or variety provided by the Club, which last 
year organised over 70 events: concerts 
ranging from the Bee Gees to Bon Jovi, all the 
best stage shows such as Les Miserables, Evita 
and Chess, opera, theatre, ballet, movies, 
sporting fixtures and Digital's Christmas 
parties for both employees and their children. 

The result of the Social Club committee's 
efforts for the year is even more meritorious 
when added up differently: 

— 9200 tickets to movies 

— 2000 tickets to shows and musicals 

— 1200 tickets to opera, theatre and ballet 

— 262 Christmas hams 

— and 1120 attendees at the annual Christmas 
dinner dance, the largest ever held in SPR. 

Not only did the Social Club committee do 
a super job catering for its members’ tastes, it 
also managed over a quarter of a million 
dollars that went through its books. 


Wi Wanted: Ideas 


At the annual general meeting held in March, 
last year’s committee of nine (down from 15 





Gears Up for Another | 
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originally elected) was expanded to 17 in 
order to manage the growing agenda of social 
activities, 

According to new president Chris Rolinson, 
“Committee members volunteer their time, 
and because it is such an active club it is 
sometimes difficult to balance our work 
priorities with the demands of our volunteer 
activities. The increased number of members 
should alleviate that pressure.” 

Even with this increase, committee 
members agree they don’t have a mortgage on 
ideas about what sort of attractions Social Club 
members want to enjoy. They need and 
indeed solicit more participation from those 
they're elected to serve. 

“If you have a suggestion, just forward the 
blue feedback forms to the Social Club 
mailbag at SNO-1/1. The forms are on pads 
attached to noticeboards in your area,” says 
Chris. “Your suggestion will then be added to 
the agenda for discussion at the next 
committee meeting. 

“At the moment we need suggestions on 
the best way to provide information about an 
event, Currently we provide all the details 
people need via the newsletter we send out 
by EM, but we are still getting lots of 
unnecessary phone enquiries,” says Chris. 

“It's a big problem for us because it 


MOVIES LIKE The Hunt for Red October (above) and Always (top right) are the most popular 
form of activity for Social Chib members 
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The CSG — a One-Stop Shop 





The recently formed Creative Services Group 
(CSG) at SNO-10/1 has a mission: to save you 
time and money when it comes to producing 
anything creative, which includes literature, 
slides and videos, promotional products for 
roadshows, exhibitions and any other project 
you may have on the boil. 

In the past the only similar internal service 
of offered was the now defunct Print and 
Production (PAPS) group. John Whitmore 
(pictured), who was previously with PAPS, and 
Dale Mynott (also pictured) are the Digits 
who run the CSG. 

In total they have 20 years of experience in 
creative production, 10 of that within Digital 
and their recent project successes include the 
Customer Support Centre Awareness Program 
and the DECdirect hardware and software 
mailing campaign. 

Says Dale, “Using the CSG is akin to hiring 
an architect rather than being an owner: 
builder. We have a ‘stable’ of copywriters, 
artists, illustrators, production managers and 
sales/promotions companies so that we can 
choose the right person for the job at the right 
price and follow them through. 

“Essentially we project manage from 
beginning to end. We not only understand 
time and budget requirements of production 


Brian Mitchell, District Sales Manager, SNM 
John Davis, Sales Representative, SNH 
Michael Ling, Network Planning Consultant, 
STL 

Warwick Hughes, Principal SWS Specialist, 
SNH 

Archesh Shah, CS Engineer, SNS 

Atsushi Hasegawa, CS Engineer, SNS 

Sophia Karakashian, Accounts Payable Clerk, 
SNO 
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work, but we also understand the additional 
internal requirements such as legal approval, 
signatory authority and so on. While we don't 
get IPRs or signatures, we do get legal 
approval. We drive the project from go to 
whoa, leaving the client free to concentrate on 
his or her business.” 

Dale and John also believe that in order to 
project Digital's image as one of strength and 
leadership, it is necessary that every project be 
completed within the framework of a uniform 
Corporate identity. Some of those 
requirements are in fact mandatory and are 
strictly defined in the Corporate Identity 
manual. 

“We can achieve a uniform identity if all 
such work is to be done by the one group,” 
says Dale. “For example we have already 
established standard audio visual material 
with one basic layout and a choice of three- 
colour backgrounds. This not only enables us 
to save money, both for the client and for the 
company, but it also means we can mix slide 
presentations when required instead of 


reprinting.” 


Mi The Go to Whoa 


According to both John and Dale the most 
important phase of a project is the brief. It 
focuses the whole project and is the first point 
at which future conflicts can be anticipated 
and avoided. This is the point at which 
objectives, timeframe, budget, target audience 
and quantities are sorted out. 

Says John, “If the client isn’t sure of his or 
her needs within this framework, we can help 
them define the task and point out potential 
problem areas early before expensive 
mistakes occur.” 








AA 


The next stage is actually creating the idea, 
and here the CSG can delve into their barre! 
of talent to find the best available for the 
price. 

“The approval stage, which comes next,” 


says John, “is essential because it formalises Qyy 


the agreement and acceptance of the concept. 
It also sets in place the paperwork needed to 
initiate and control costs throughout the 
process.” 

Dale adds, “Working with the Purchasing 
group we can then follow the process through 
to ensure essential, if not simple, control 
checks are carried out on artwork and print 
specs, legal approvals, quantities, and that 
Corporate style is maintained to keep building 
our image.” 

Once the project is completed the CSG 
then sits down with the client to take an 
overall look at not only the result but at the 
process, enabling them to give a critical 
appraisal of the work done by their “talent 
bank”, 

Utilising their experience in creative 
production and as Digital employees, the CSG 
offers a one-stop creative shop — an internal 
service that will save time, money and hassle. 
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re cheswontle man adapts 
himself to the world, The 

Sarr scram trying 
tad the world himself, | 


herefore, all progress depends on 
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inside 

3 Hooked on VAX 
Two Yank unis graduate to 
supercomputing power with VAX 
9000 mainframe. 

4 Straight Talkin’ 
Digital as seen through a 
customer’s eyes — noted 
management consultant tells it 
like it is. 

G Putting Publicity into 
Perspective 


What does Digital do to get our 
share of the spotlight? 


8 Rhodes Ramp Up 
As the “HQ Shuffle” approaches, 

we review workstation designs 
and announce competition 
winners. 

12 Just What the Doctor 
Ordered 
HRC dishes up a healthy dose of 
application software to 
Westmead Hospital. 

13 Surviving Heartaches 
Emotional bankruptcy and how 
to get back on top. 


1 nj ag se 


Sydney Social Club goes to 
great pains to entertain. 


19 Groene Contest With a 


Twelve differences, actually. 
Somebody who spots them will 
dine on Digitalk. 
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in the South 








THE JOB WELL DONE’ award bas been 
presented by Customer Service Logistics to SNL 
District Repair Centre Manager Mike Willcox 
for bis leadership and focused attention on 
the SPR DOA (‘Dead On Arrival’) reduction 


program. 
The DOA program reduced the 6.3% failure 


rate of Logistics Spares down to 2.4% in two 
years. By reducing the DOA rate, we have 
saved in excess of $4500,000 a year in 
material expenditure. 

Mike was presented with a beautiful desk 
clock at a ceremony last month. The ‘Job Well 
Done’ award program is intended to recognise 
CS Logistics’ employees whose level of 
achievement goes beyond the call of duty. 


Disgitelh 
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MAX BURNET 


‘Pat on the Back’ File 





TERRY WUNSCH was the recipient of the 
‘Golden Arrow award for bis outstanding 
contribution to the success of DECdirect in Q2 
(Oct/Nov/Dec ) of FY90. 

Terry bas been with DECdirect since its 
inception in 1987, first as a Sales Consultant 
responsible for customer enquiries and lead 
management and most recently as the 
Operations Supervisor. 

In Q2 DECdirect moved from Sales to 
Marketing and is in the process of 
restructuring to form a modern outbound 
telemarketing operation complementing its 
successful in-bound telesales function. 

According to Terry the change in focus 
presents an exciting challenge and opens 
enormous potential to increase Sales revenue 
through the DECdirect channel @ 
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